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1.0 Service Request Process — An Overview

The IEM Competency Center uses the Remedy tool tasexport, track, approve and document
Discrepancy Breaks/Fixes and Change Requests (C&I)IEMP systems and was created from
multiple systems (consolidated into one) to provltkeclient and support team one (user
friendly) tool for job request, problem managemantd change management.

This system can be accessed by all IEMP Compet€anyer Remedy users, technical and
functional support personnel.

The IEM Help Desk structure is listed below. Than@petency Center is considered Tier 2
support and provides support to each center’s ldef Desk.

Help Desk Support Model

Vendor

IEMP CC

* Problemn Isolation

+* Fix/'Repair

* System recovery

+ Technical/ Application Support

Local Help Desk

+ Initial Problemn Determination
+ Call Routing
* Center I'T Infrastructure Problem Resolution

Tier 1

Tier 0 Self Help
* Online Documentation

* SAP Help

* Super User

* EPSS (https://epssprodl.ifmp.nasa.gov)

Figure 1 — Help Desk Support Model
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1.1 Definitions

The following definitions will be used throughobid document.

Availability — refers to the time during which usere able to access the IEMP Systems
and perform work.

Service Applicable Definitions Standards

Availability [Standard Business Hours Time during which users are able to

Requiremen{$ypical Online business hours: [access the IEMP systems and perfofm
work.

0600 — 1900 (CT)
IMonday - Friday
Non-Standard Business Hours:[Time during which users are able to
1900- 2400 (CT) access the IEMP systems and perfofm
IMonday — Sunday work. User accessing the system
during the batch processing window
may experience less than optimal
response times.

Prescribed hours for Backups: [The application will be available durihg

lIncremental: his time for online users, albeit in
2400 — 0400 Monday — Sunddgwer performance levels
(typical)

System Maintenance Windows]Times that have been designated as|the
window during which the application
0400 — 0600 (CT) Wednesdaygmight be unavailable on prior notice for
0400 — 1200 (CT) Saturday |weekly backups, ongoing preventive
0400 — 1400 (CT) Sunday maintenance, application updates, efc.

Reliability — refers to the average time betweanise interruptions
Performance
o IEM System response time — IEMP System transagtionessing time measured
from the time the transaction is received at thdPHirewall until response is
returned to the IEMP firewall
o End-to-End response time refers to the total uset time after submitting a
transaction and receiving a response or completion
Recoverability
0 Recovery Time Objective — time required to ressmeyice
0 Recovery Point Objective — historical point in tithe system is restored, when
returned to service
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Each Service Request requires the IEMPCC to expeasurable effort to provide responses.
The following primary classifications are availalbde a Service Request.

» Discrepancy Break/Fix- a defect or failure in an existing system. Repba
discrepancy wherein a baselined product does rogieply reflect or operate in
accordance with its specifications. If the statetndt was working yesterday, but isn’'t
today” applies, it is a discrepancy break/fix. Eaiscrepancy break/fix should include

the following information:

o Name, Phone Number, Email Address, PC or MAC, ID

o0 Has user contacted
https://epssprod01l.i

Super User or consulted ondilpe(BEPSS
fmp.nasa.gov/

First time user, first

O O oo

o If no error message

IEMP Application , access via Client or Web
IEMP Client, Role, Transaction.

time performing functionkas IEMP

Provide a screen shot of the error message,

, provide full details of thelgem.

» Change Request (CR} a change (addition or enhancement) to a Proslbetseline

specifications.
o Types:

* User Enhancement
» Performance/Design

* Master Data (MD) - sites, vendors, customers, pricing control aeomaster records
retrieved when business transactions are processed.

* Job Requests a routine task performed to maintain systerhisty as well as other
miscellaneous requests not requiring an assessment

With each type of service request, there are ceetgpectations for completion and system

availability. These values are maintained in tB®!IService Level Agreements (SLA’s), but are

listed below for reference.

Severity 1—- Immediate and total

95% of Severity 1 problems resolved within 4 hours.

loss of application accessibility.
Example: System down

100% of Severity 1 problems resolved within 8 hours

Severity 2— Significant loss of

90% of Severity 2 problems resolved within 8 hours.

critical business functions.
Example: Usersat a center unable
to access an application

100% of Severity 2 problems resolved within 16 lsour

Severity 3— Partial loss of critical
business functions for multiple

90% of Severity 3 problems resolved within 24 priyna
business hours.

users
Example: Users unableto print

100% of Severity 3 problems resolved within 48 g@nign
business hours.

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE




Integrated Enterprise Management Program

Title: Service Reguest System (SRS) User Guide

Document No.: IEMP-CC-GUIDE-OPS-001 Revision: B
Effective Date: 10/31/2007 Page 8 of §

o

Severity 4— Partial loss of critical
business for functions for
individual users

Example: User password rest

90% of Severity 4 problems resolved within 5 busgdays.

Master Data — Emergency

90% of all Emergency changes will be resolved withi
business day.

Master Data — Routine

90% of all Routine (including High, Medium, and Lpw
changes will be resolved within 2 business days.

1.2 Processes

The overall Service Request Process can be iltestrasing the following diagrams. Each type
of Service Request (SR) processed by the IEM CaenggtCenter follows a preconfigured and

defined path. Below are chartsiill

ustrating eaabibtype of SR.

IEM Service Request

Break / Fix

NISC
T ® Break / Fix
Grou .
OcRr - P Assignee
i Inbox
O Master Data
SR O Job
Work
Complete
User
Closed

Chart 1 — Break/Fix
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IEM Service Request
Change Request (CR)
NISC
© Break / Fix
|| | Impact
®cr ﬁ CBPL — Evaluator Assessment
O Master Data
SR -
O Job
y
Approval Assigned I/eesritfeigd/ +— Closed
User

Chart 2 — Change Request
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SR

User

IEM Service Request

Master Data

O Break / Fix

OCR

@ Master Data

OJob

CBPL

Group
Inbox
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Work
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SR

User

IEM Service Request

O Break / Fix
O CR

O Master Data

® Job

Job Request

r————SLMTbam

1

Group
Inbox
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2.0 Logging in to Remedy

1. Launch BMC Remedy User from the icon on your Degkipthe Start - Programs Menu.

BMZ Remedy

Lser [%

Figure 2 — Icon

If the BMC Remedy User icon is not in one of thiEsmtions, you can start it from the folder
where Remedy was installed (usually C:\ProgransiR System\User). If you need to
install Remedy, go tbttp://remedy.msfc.nasa.gée download the application and
installation instructions. The latest versionpéthis revision is 7.0.1 Patch 003.

Remedy may also be launched using the Citrix iaterf However, a separate Citrix account
will be required.

. At the login prompt, enter yolser Name andPassword thenclick OK .

If you do not have a Remedy account, you must r&careaccount through NAMS at
https://nams.nasa.gdellowing the procedures available there. Whequessting the
account, be sure to requdssFC0005 | SRS access to get to the IEM Service Request
System.

2.1 Password Directives

When establishing a new password or changing yassword, be sure it conforms to NASA
IT Security directives, guidelines, and regulations
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2.2 Changing Passwords

When your password expires, Remedy will automdyigalompt you to change your password

(see Figure 2). Enter your new password baseteariteria specified, then click tisave New
Password button.

¥OUR BEMEDY PASSWORD HAS EXPIRED.

Paszzword Directives:

. Must be b to 8 characters in length.

. Must have a combination of letters, numbers and zpecial characters.
. Must not be a word in the dictionary.

. Must not be part of pour name, a familp members name. mother's maiden name,
or a NASA site.

Password must be changed every 30 days.

g ma—

Login name Full Mame
vourlaginname .| [LASTNAME, FIRSTNAME M) )
Email &ddress Phane nurnber
| pour name@nasa.gov J | HERYYY-EEZE
Password | Save Mew Password

s

Figure 3 — Password Change screen

You may also change your password at any time imguke Change Password link on the IEM
Service Request form.
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3.0 Customizing Your Remedy Account

The following section is helpful to make Remedyieaand faster for you to use. These items
are not required, but make Remedy configurablegdor needs.

3.1 Adding a Favorite

You may mark forms you will be using on a regulasis as a favorite, which will make them
easier to locate in the future. To mark a forna &vorite, follow the steps below.

1. Select FileOpen from the Menu bar c,@ Openfrom the Toolbar.
2. Highlight the form you wish to make a favorite bsing the left mouse button.
3. Right click on the form and select Favorite (youymaéso press CTRL-F to do this).

These steps are illustrated in the next figure.

-
¥ Dbject List

Al ]Find ] Favorites] Recent |

s MName ‘ Type | Server | @ | ~
E History Line Item Farm mzbravod
E History Trouble Ticket Farm mzbravod
@ Home Page Application mzbravod
E'] Home Page Form msbravod
% IFt i ezt Systemn Entry Paint mzbravod

Open Search

E IFM seigne mzbravod
E IFM-Agency BPS Search) Cpenhiei msbravod
= IFM-AIS Support Assignes msbravod
E] IFt-Applications Create Shortcut v | msbravod

= IFM-Azzignee Reporting R msbravod ®
E] |F-Category/dpproval Level I mzbravod 3
= e ! . s

Open IFM Service Reguests [IFM Service Request System).

Mew | Search - | Canicel

Figure 4 — Adding a favorite

Once you have added all your favorites, you cartssm listed by selecting the Favorites Tab
from the Open Window.
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% Object List

Al | Find  Favorites | Regent |

E] IFM-CCB Approval Form
[5] IFM-CCRE Farm

E] IFM-Coordinataors

E IFM-Impact Assignees
=] IFM-vear End SRis Farm
@ TTSearch

s

Jain Form
Form

Form

Form

Farm

Form
Application

mzbravod
msbravod
msbravod
msbravod
msbravod
msbravod
msbravod

¥oxX X X oM oxX o x

Open IFM Service Requests [IFM Service Request System].

MHew

J Search |

Caricel

Figure 5 — Favorites List
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4.0 Opening a Search Form (Basic)

A Service Request (SR) is a general term for aryémito the IEM Service Request System.
SR’s can be broken up into several categories,wénie discussed in more detail in the section
entitled “Creating a new Service Request”.

You may see a page like this when you log in:

5 pMC Remedy User - [Home Page (Search)]

E‘File Edit View Tools Actions ‘Window Help

Ael 2l 7| sla Bl || o= -
BMC Remedy AR System Logout
IT Home <bmcsoftware

Welcome enckp/

Quick Links

LSS Work Mansgement System
Activity Feguest Scheduling

IEM Service Feguest System

MSFCAIAM Account Beguest [%
Touble Ticket

lerickpl Imsbravod

Figure 6 — Home Screen

If you, you can simply click on the form (if listgdand it will open a search function. However,
if the form you need to open is not listed, folldve steps below.

1. Select FiléOpenfrom the Menu bar or the “’Open” butttE' from the Toolbar.
2. To access the IEM Service Requestdect|IEM Service Requests™ from thall tab and
click the Searchbutton at the bottom of the Open window.
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% Object List

G5

Al ]Fmd ] Favurlles] Hecenll

s Mame Tupe Server | ¥ I ~
E History Line Item Farm msbravod
E] History Trouble Ticket Farm msbravod
@ Home Page Application msbravod
Ej Home Page Farm msbravod
Tl IFM Service Fequest Spstem Entry Paint msbravod
B et Form rshraod i
E IFM-Agency BPS Assignees Form msbravod
E IFi-&gency BPS Search Form Form mshravod
2PIFM-a15 Support &ssignee Form Join Farm msbravod
E] IFi-&pplications Form msbrayvod
2P IFM -Assignee Reporting Form Join Farm msbravod 3
E IFi-Categony/spproval Level Form msbravod Fe
Mmoo mam - - - ' . _
(Open IFM Service Requests IFM Service Reguest System].

New I Search I: Ope I Cancel

Figure 7 — Open Window

3. The IEM Service Request form opens in a Searchavind\ote here, you can easily change

this to a New ticket by clicking trﬁl button or by pressing your F2 key. The Search
screen will transform to a new SR screen. Thenedee information about creating a new

ticket — refer to section 8.0 entitl€teating a NEW Service Request

. % BMC Remedy User - [IFM Service Requests (Searchj]

EHIe Edit View Tools Actions Window Help

EEEE I

IEM Service Request System

Testing SR Infg Statuz Log

EM [formation | Coerdinaitr | Evahistor | AgencyBPS | ERE | Alshmers | A1SSupport | FunctionsiSoppa | NDC | TechInfishuctive | Eint Requestto File

_[_];21 Print Reguest

Emails/Userids

A A Status/Comments tunllm\ta_d] k

I |

Cancel Bequsst

Channe Paseword

WARMIMG! This is a U5 Govemment computer. This system is for the use of suthorized users only. By accessing
and vzing the computer spstem, you are consenting to system maonitoring, including the monitoring of kevstrokes.
Unauthonized use of, or access to, this computer system may subject you ta disciplinary action and criminal prosecition.

NASA Privacy Statement
Ready

-erickp\

Imsbravod

Betunm lo IEMP 5L

Transaction - Short Description™ SR Type* IFM Status* NASA SIF Mot & Contral
DLt 010 Mamt & Loniol
| e
Description (255 maz)* Annlicabion® Cieats SIR/Minration
| ) | EF5S
Fiesalution Type* el
L] _J J ﬂ Juality Ceter
‘Submittes Phone™ + Priority/Severity* C Vendored  C OnHold  Requested Due Date* CR Functional Fieq Fom
il | i ©vearEn iz
Submitter Mame [Last. First]® Submitter Center® £ PYDEFomard Release Date
T | Center Action Plan ;J
Submitter E-Mail Addiess= Related IR # Related Yendor B Related TT # Closed Date
=]

Figure 8 — IEM Service Request Form (Search)
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5.0

IEM Service Request Form

The IEM Service Request form is the primary forradiby IEM to track Service Requests. The

fields in the IEM Service Request Form are divided areas or tabs. The following tabs are

available:

Tab Purpose

IEM Information

Basic, essential information regaglthe ticket

Coordinator

Used by the SLM team for customer fetap

Evaluator Used to send SR out to various teamsrfpact assessments, as
well as define the ‘owner’ of the SR who is respbiesfor SR
analysis

ERB Used by the Engineering Review Boards for nis\aad approval

Attachments Used to attach documents in suppdhi®fSR

Agency BPS Used by Agency Business Process Suppan

AIS Support Used by the Interface teams, Applicaievelopment, and

Business Warehouse

Functional Support

Used by support personnel fewverious applications

NDC

Used by the NASA Data Center

Tech Infrastructure

Used by technical infrastruetpersonnel

Testing

Used to status testing (when required)

Emails/User IDs

Lists emails and user IDs for dipalar SR

Impact Emails

Lists emails for groups who do impestessments for an SR

SR Info

Used by Customer Relations Managementdditi@nal items that
may need to be altered or actions performed asudt igf the SR

Each tab is illustrated in Appendices A throughEach tab has unique fields on it. Instead of
defining each field here, Remedy has a featurddwahe user to get an explanation of what

each field does. By clicking the Select Hblgton ﬂ) you can use your mouse to click on any
field and get a detailed explanation of what itsction is. See the figure below.

Tranzaction - Short Descriptio==® LR Teimnk IFM Status™

This field depicts a selection of applications = ! :j
Description [255 max]® currertly su_pporte_d by the IFMP Competency I
' Center. Thig field is required and the value mus _! SpphEalin:

be selected from the drop-down list. I Li
Resalution Type*

B2 ] =l

Submitter Phone* + Priority/5 everity™ Requested Due Date*

; Yendared " Hot lssue

Fillnfa | | v | e £ Ho [ =

Figure 9 — Clicking a field name shows help
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6.0 Viewing an Existing Service Request

1. Select FileOpen from the Menu bar cﬂ' Openfrom the Toolbar.

2. Select'IEM Service Request’ andick theSearchbutton.

3. If you know the SR number, enter the number inlEdd Number field thenpressthe Search
button in the top right corner. You may also skdrg any of the other fields on the screen.

Note: the Diary field isnot indexed, and searching from this field is NOT rearended.
Depending on your role, you may or may not haveseto or see all of the possible tabs.

Should you be using the web interface, Appendicéisrdugh N give a very brief explanation of
the fields. Another document details the web fats for Remedy.

6.1 User role-independent Tabs

Below are the tabs that are always displayed, dbgss of user role:

* |EM Information

» Evaluator

» Attachments — A grey label means there are nolattaats; A red indicates attachments
are present

» Testing — Will display only if testing is requiréar that particular SR

6.2 User role-dependent Tabs

Below are the user-level specific tabs that displased on user type:

» Coordinator — only visible to the SLM Team

* Agency BPS

* AIS Support

» Functional Support

« NACC

* Network Engineering

» Tech Infrastructure

» Emails/User IDs — only visible to the SLM Team
* Impact Emails — only visible to the SLM Team

* SR Info
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7.0 Modifying an Existing Service Request

1. Select FileOpen from the Menu bar CE Openfrom the Toolbar.

2. Select'lEM Service Request’ andick the Searchbutton.

3. Enter the service request number (or other seaitenia) thenpress[Enter] or the Search
button in the top right corner.

4. Place your cursor in thgatus’Comments field (commonly referred to as the Diary), whish i
located at the top middle of thEM Information tab, and then begin typing.

Status/Comments [unlimited)
| Enter your new comments here then click 5 ave above

k

Figure 10 — Status/Comments (aka Diary)

NOTE: Click on theB? button to the right of thBiary field to expand the field size. This
displays the Diary History and the Diary Editor.

% IFM Service Request System (rnshra‘vthi ) - Status/C x|

File Edit Yiew

[Driary Editor:

LB I Canicel |

Figure 11 — Expanded diary entry

This field is an unlimited text field and is comniypnsed to document actions or other items of
note for a particular SR.

5. Click the Save buttonin the upper right corner of the window to savedhanges. Your
user ID, date, and time, will be entered and saved.

NOTE: Once saved, Diary entridédAY NOT BE DELETED. Use caution and review your
entry prior to saving to ensure appropriate enresmade.
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8.0 Creating a NEW Service Request

In order to track fixes made to IEM systems, SRéedhto be created. IEM Users have the
ability to create Service Requests for actions treyrequested to perform to fix a problem or to
create an enhancement/change to the system. a&reea# tracked by Remedy.

A Service Request is any request coming into tié &ervice Request system, but can be
broken down into one of the following categories:
» Break Fix/Discrepancy— defined by the statement, “It worked yesterdbay,not today.”
o Discrepancy (Break/Fix) — problem
o Change Request / Discrepancy — a problem thatnexjaisystem change to fix
* Change Request (CR}- a change (addition or enhancement) to a Prazlbeseline
specifications.
o Types:
» User Enhancement — “| want it to do this” or “I walne screen blue”
» Performance/Design — Changing system configuraiidrgstructure,
servers, etc

* Master Data — sites, vendors, customers, pricing control aheéromaster records
retrieved when business transactions are processed

» Job Request- a routine task performed to maintain systemil#tgkas well as other
miscellaneous requests not requiring an assessment.

8.1 Prioritiesand Severities

Each Service Request can be given a severity |dwal Break/Fixes, a numeric scale is used
(detailed in Section 1.1). Severity 1 and Sevetitysues can only be opened by the NASA
Information Support Center (NISC) or by a CentesiBass Process Lead (CBPL).

Severity Meaning / Criteria
Level
1 Entire system down. Agency impact.
2 Major functionality down or severely impaired. Masters impacted.
3 Group of users affected, such as a functional dm@&ding, etc.
4 Individual users affected

CHECK THE MASTER LIST—
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For Change Requests, a different scale is used.

STEVEIY Meaning / Criteria
Level
Emergency| Needs immediate attention
High Needs attention quickly, but not quite an emergency
Medium | Needs to be done fairly soon, but not critical.
Low No specific timeframe or requirement.

The following procedure for opening a Service Retjiea basic overview. Specific values and
descriptions will vary depending on the issue be&latpiled. Where possible, specifics will be
noted.

1. Select FileOpen from the Menu bar c,@ Openfrom the Toolbar.
2. Select'lEM Service Request’ andick theNew button.

3. The screen shown will look similar to the Searalesen mentioned previously. However,
if you check the action buttons across the tofnefRemedy window, you should see the
icons below. This is an indicator that the fornuye viewing is for entering a NEW
Service Request.

Visual Indicators that a NEW
Service Request is being
created.

BN
Ef
7t

|m|@f| |§|@| [ el] ol

Figure 12 — New SR Indicators

4. NO SR number needs to be entered — it will autarahliyi generate. Fields that are
labeled in bold lettering and have the * are rezpifior SR entry.

5. The submitter information should automatically Ioéeeed when you select NEW, but if
any of the submitter information is incorrect, dncbe updated. The Submitter Center
needs to be provided as it is not entered wheningennew service request.

NOTE: For Competency Center users, use IEMP CC asgsner.
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6. Optional fields are not required for opening améssut can provide good information
regarding the issue. Related SIR # and Relatedldfeth provide a space to enter related
ticket information if the ticket did not originakesre or if the ticket was dispatched to a
vendor for resolution. Related TT# will not needk entered as it is only used when a
ticket is sent to the Competency Center via theQNISASA Information Support
Center).

7. Before you click the s s | putton, ensure that an entry is made in the

Status/Comments field. This information is recardethe diary. Once entered it cannot

be removed. Entering just basic text does notigeoa detailed history of the issue, so
descriptive entries here are preferred. The feelanitless in size, so enter as much
information as required.

8. The Attachments Tab provides a place to attachrdeats that further help document
the issue. Simply click on the Add Attachment batt Any file type may be attached,
including Word, Excel, PowerPoint, JPG, etc; HOWHY/Hile size is limited to 1IMB
bytes and all files shall sum up to less than 10 MB

S amainar Status/Comments [unfimited]
|5R-

Add Attachment | Attachments

File Hame | Max Size | attach Label | ~
Attachment. .,
Attachment. ..
Attachment. .,
Attachment..,
Attachment. ..
Attachment. .,
Attachment. ..
Attachment.., v

,—:|A Thiz field should reflect the number of changes requested far
Number of Changss Requestad |1 =1 this Service Request [not the number of attachments]

Figure 13 —Attachments

9. Once a document is attached, be sure to specifiyuimder of changes in the provided
field. The value MUST be set to at LEAST 1, whishhe default. If the request will
require multiple changes, edit this number acca@igin For example, a Master Data
request may be only one Service Request, but itmead to be performed in 20

locations. In this instance, enter 20 for the namdf changes requested. The maximum

number of changes that can be requested is 9999.

File Narne I Max Size I Attach Label ! -
HQOCF ... 16 KB Attachment...
Attachment. ..
Attachment,..
Attachment...
Attachment.. .
Attachment. ..
Attachment,,.
Attachment

Murnber of Chatiges Requested I1 J_E

Figure 14 — Attachment made with *1* change
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10.0Once all fields are entered, click t senteae Iy 1o initiate the processing. You wil
be given an SR number via a popup like the one sHmiow.

AR System User - Note 1 fed B

i Your IFi Dizcrepancy [Break /Fik] Service Bequest number
SR-000000001 559 haz been submitted. An emaill natification will be sent ta
the Submitter and the: apprariate group for aszignment. [ARRNOTE 10000

Figure 15 — Successful SR Submission

For more information on SR workflows, please sem&#y User Guide, available from the
hyperlink in Remedy.
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9.0 Closing a Service Request

A service request must have all the affected tadrked as completed/closed and 8Satus:
must be “Pending Closure”. When all actions hasenbcompleted, the Remedy flow should
mark items Pending Closure.

Notification is then sent to the SLM team, wheretebreak/fix is examined to ensure all
information required is complete. A follow-up callalso placed to the SR originator to ensure
that the break/fix was completed to the originat@atisfaction.

For Master Data and Job Requests, once work oretjuest is marked as complete, it is marked
as Closed. No further action is required.

Change Requests are marked as closed once thepsaesl to production.

10.0 Dispatching a Service Request to Another Org&ation

Oftentimes, an organization needs to participatesolving a Service Request, but is not
initially included.

To reassign or to include another organizationRr&solution, follow the procedure outlined
below. Keep in mind that this process may varjt aiba case by case basis. For assistance
with this, please contact an SLM team member.

Select FileOpen from the Menu bar CE Openfrom the Toolbar.
Select'IEM Service Request’ andick the Searchbutton.

Enter your search criteria and perform the search.

Click theTab to which you have access (AIS, Technical, etc).
Select the desired organization from the dropdastrof assignees.

ahrwpbpPE

You may be prompted with a window asking if futureassignments are needed. If you
answer yes, the tab you are using will stay operif you respond no, the tab will be
marked as closed and no longer available.

Ei| IFM-Dialog Box (msbravo3) EJ

Are future assignments needed?

If Yes, the Impact tab you are positioned
on will remain open. If No. it will close.

No
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Figure 16 — Future Assignments

6. Enter a description as to the nature of this chamgiee diary.
7. Click k4 ‘ in the upper right corner of the window to save thanges.

Appendix A — IEM Information Tab

All screen shots in this appendix are based oiSE®RCH version of the tab. Users who

connect to Remedy via the Remedy software can thielSelect Help Buttoﬁ' for more
information. Web users can use this appendixi&d tefinitions.

While every effort is made to keep the definiti@esurate between this document and Remedy,
please refer to the Remedy client for the mosiougete definitions

IEM Service Request System ﬁgﬁ\

Testing | SF Info | Emails/Usends | Status Log |
2 "
L JEM Information i Cacrdinator | Evvaluatar ‘ Agency BFS | ERE | Ahtachment | &15 Support ] Functional Suppart | NDC | Tech Infrastiuctures | Piint Request b File
A Adeanatear Status/Comments [unlimited]
| | @ Print Fequast
Channe Password
T tion - Shoit D ipti SR Type* IFH Status™ MASA SIR Mamt & Contiol
ASA oIk Mamt & Lontrol
| E | it E|
Desciiption (255 max]* - Cizate SIR Migration
e ~| EPSS
Fesalution Type® Users Guide
~| .| -l Quslty Certer
Submitter Phone* + Prioiity/Severity™ © Wendored T OnHold  Requested Due Date” CF Furctional eq Fom
Bkl ‘ ﬂ C PY05/Prior © “Year End ;I
Submitter Name [Last. First]® Submitter Center® C PYOB/Forward Felease Date
¥ | [ CenterAction Plan j
Submitter E-Mail Address™ Felated SIR # RelatedVendor#  Related TT # Clozed Date:
| | \ E:

WARNING! This iz a US Gavemment computer. This spstem is for the use of authonzed users only. By accessing
and uging the computer spstem, pou are consenting to system monitoing, including the monitoring of keystrokes,
Unauthorized use of, or access ko, this computer spstem may subject pou ta dizciplinary action and criminal prosecution

MASA Privacy Statement
Figure A — IEM Information

Field Name Description

IFM Number Auto-generated number identifying the Service Regju&his field
can be entered in search mode only.
IFM Satus Auto-set field based on actions in the SR. SLMriiean change this

if necessary.

Status/ Comments AKA the Diary. When statuses or updates are neémtegh SR, data
Eﬂ can be entered here. You can also click the diation for a larger

field. This field is unlimited in size. Any inforation regarding ticket
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status should be placed in here.

Transaction — Short

Short description of the problem. If an SAP prohl¢éhe t-code can

Description be put in there as well.
SR Type Type of request. See page XXXX for anaxgiion of each type.
Description More elaboration on the issue. 255 attars max.
Application Program or system having the issue.
Question to ask, “What'’s hurting?”
Type Particular area of the application above rgan issue.
Question to ask, “What does the pain feel like?”
Resolution Ultimate solution. Don’t use just SEBTNES. Basic idea of what

solution is at a minimum then pointer to the notes.

Submitter Phone

Phone number of user submittinge XXX-XXX-XXXX format.
Use the Fill Info button to populate the rest &f thfo (name, e-mail,
center).

Priority/Severity

Criticality of the issue. Whilaost users want to make it Emergencgy
or Severity 1, there are standards for each otease see the section
entitled Severities and Priorities under Creatiy S

Submitter Name

Name of submitter (Format: LASTNANHERSTNAME)

Submitter Center

Submitter’s Center

Submitter E-Mail
Address

Submitter's E-mail address

Related SIR #

—t

If there are any SIR’s that are aasst with the SR being created, |
can be referenced here.

Related Vendor #

If an SR has been vendored, theoranay assign a problem number
to it. This can be referenced here.

Related TT #

If opened by the NISC, their numbél e placed here.

Requested Due Date

Date user would like the issbe tesolved. This may not
necessarily be the date the problem will be coraplet

Release Date

Date of release that will incorpdtaeesolution. Release
management procedures will come into play here.

=

Vendored A flag that will stop the SLA clock. I &R needs to go to a vendor
for work, then check this.

On Hold On Hold, another SLA clock stopper. Tisi®nly to be used when
responsibility for the next step is outside the @etency Center, suc
as waiting on user response.

PYO5/Prior Flag for indicating an issue dealinghayears prior to and including
Program Year 05

PY06 Flag for indicating as issue dealing with Pamg Year 06 and forward

Center Action Plan Flag to designate an SR/issymdf a Center Action Plan

Year End Indicates an SR related to year end #esvi

Closed Date Date SR was closed

CHECK THE MASTER LIST—
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Appendix B — Coordinator Tab

This tab is used by the SLM team to close tick&ach ticket, prior to being closed, is moved to
a Pending Closure status. At this point, the Selht verifies with the user that the ticket has
been closed to their satisfaction. This is donlegip meet SLA customer satisfaction metrics.
This tab is visible to other Competency Center gamngl as well, but only as a view.

This tab has a few key fields to assist in determginvhen the SLA will be met/failed. See
below for a more detailed description of the fields

IEM Service Request System ﬁaﬁ\

Testing | SR nto | Emails/Uzerids | Statuz Log |
|EM Infarmation Canrdiratar ]I Evaluator | &gency BPS | ERB | Attachments | A5 Suppart | Functional Support ] NDC | Tech Infrastructure | Frint Bequest to File
SRS Aot % Status/Comments [unlimited)
| @ Print Request ‘
5 =hange Fassong
Conrdinaton Change Passpord
. MASA SIR Mt & Control
Coordinatar Mame Module Praject Infa Only For & 2o
e aL ARG CCRB Ready
‘ ﬂ | ﬂ ﬂ C Yes O Mo Create SIR/Migration
St e Date Converted Diate Migrated EPSS
Uszer's Guids
Murnber of Attachments Impact &rea [rate Completed
| ﬂ J | Buality Center
ALl CR Functional Feq Form
Mot Satizfied Wery Satisfied " Top
Customer Satisfaction  © 1 g el gl " Mo Response © Analysis
Level 1 ppproved © es © Mo Level ZApproved © es O Mo Level 38ppraved  © Wes O Mo Level4Approved © Yes O Mo
SLa SLA Midpoaint DatedTime SLA Date/Time
 Midpoint © Met © Failed E [

WARMIMG! This is a US Government computer. This sustem iz for the uze of authorized users only. By accessing
and using the computer system, you are consenting to systern monitaring; including the monitoring of kepstrakes.
Unauthorized use of, or access bo, this computer spstem may subject pou to dizciplinary action and criminal prosecution.

MNASS Privacy Statement

Figure B — Coordinator

While these fields are generally unavailable tasis¢her than the SLM team, these fields can be
gueried using the Advanced Search capabilities.

Field Name Description
Coordinator Name Name of SLM Member responsiblaH SR.
Submit Date Date the SR was opened/submitted

Number of Attachments Number of physical documents attached via the Atteants tab. This
is NOT an indicator or how many changes are reqdest

Module Project Which module or project is the pniynfocus of the SR. Choices are
BW, CF, TM, or EP
Date Converted Date SR was converted to a ChangeeRefrom a Break/Fix
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Impact Area Primary GROUP being affected by SRoi€#s are AIS Support,
Functional Support, NDC, and Technical Infrastroetu
Info Only For Indicates that this SR, while impagtione area, should also be

reviewed at CCB'’s for other groups. These inforamat! notices can
go to: BW, CF, TM, and EP.

Date Migrated

Date migrated to production

Date Completed

Date work was completed

CCB Ready

Indicates that the SR is ready to beevesdl/approved at a CCB
meeting. This field is used in conjunction witle t6CB Approval
form

Customer Satisfaction

This field records the custosroverall satisfaction with the SR
process. The SLM team contacts the submitter Y&EREY Break/Fix
and records this information. This informatioruged for metric
reporting.

Level 1 Approved

Indicates approved by Level 1 CCB.

Level 2 Approved

Indicates approved by Level 2 CCB.

Level 3 Approved

Indicates approved by Level 3 CCB.

Level 4 Approved

Indicates approved by Level 4 CCB.

SLA

Service Level Agreement. This field indicates véhan SR is in its
‘lifecycle’ and whether or not it is past the midipo It will also
indicate if the SLA was met or failed.

SLA Midpoint
Date/Time

Calculated midpoint for the SLA.

SLA Date/Time

Date and time prior to which the SLA is met. Detenpleted after
this date indicates it failed the SLA.

Hot Issue A flag that can be set by each centellysthe Center Business
Process Lead. This is used for reporting and duneetings to keep
issues on the radar screen.

Top Each center can designate issues that arentisirimportant to be
addressed. This is also used in reporting andingset

Analysis Flag to indicate that further analysiségded.
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Appendix C — Evaluator Tab

The Evaluator Tab is used during Change Requess}JCRhis allows the individual identified
as the lead evaluator to send the CR to sevefatélift groups for assessments. The Lead
Evaluator can assign the evaluation process tchanotdividual.

Testing

|EM Infarmation | Coordinator ||

JEE Nimtaar

5B Info |
| AgencyBPS | ERB | At

e

it3 | AlS Suppart | Functional Support I NDE: ‘ Tech Infrastructure | Print Request o File

IEM Service Request System

Emailz/Usends Status Log |

Lead Evaluator

=
Evaluated By

>
Estimated Start Date
Estimated Dug D ate

AlS Support
“Yes [ No

Statuz/Comments [unlimited] s |

Functional Support
“Yes O No

i
Ewvaluator Change Passwoid

- . . q
Migration/ Testing Required? Assncisted GR Cl L s
i

e View Azsociated SR Create SIR/Migration
Migration Only Fequired?
T Yes Evaluator Summary EPSS
Agency BPS Verfication Required? J
e Uszer's Guide

: o

Eﬂ\h:eﬁ:c:lnr;qg et Duality Center

CR Functional Fieq Form
" TempaAccess Granted [TAG]

Impact Assessments Needed

NDC
“ Yes |

Tech Infrastructure
" Yes [ No

No

WARMING! Thiz iz a US Govenment computer, This system iz for the use of authorized users only. By accessing
and wsing the computer system, you are conzenting to spstem monitonng, including the monitoring of keystrokes,
Unauthorized use of, or access to, this computer systern may subject pou to dizciplinan action and criminal prosecution

MNASA Privacy Statement

Figure C - Evaluator

Field Name Description

Lead Evaluator

Individual designated as the ongarsible for evaluation. This
is determined by a combination of field selectionghe IEM
Information tab.

Evaluated By

Individual designated by the Lead Eatdr to do the SR
evaluation. This person can specify which impaseasments are
required.

Estimated Start Date

Date the SR can possiblydveedtfor evaluation purposes.

Estimated Due Date

Date the SR can possibly haale@vons complete.

Migration/Testing
Required?

SR’s that involve system changes should usuall liaig
checked. This is set to checked by default @Ra

Migration Only Required?

SR’s that do not requesting will have this flag set. If thisis s
the Testing flag will NOT be set

D
—

Agency BPS Verification
Required?

Flag to indicate that Agency Business Process Trezeds to
verify the results of the SR.

CRM Action Required?

Flag to indicate that addiibsupport items may be needed by
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Customer Relations Management, such as trainingiddates,
etc.

Associated SR

If there are other SR’s relatindhéogame issue, they can be listed
here.

Evaluator Summary

Allows evaluator to outline issoéwhat needs to be done

Associated SR’s
Description

A brief description of the related SR’s focus/issue

Temp Access Granted
(TAG)

A flag to indicate that temporary user access wastgd to a
system. Used primarily by security personnel.

Impact Assessments
Needed

Indicates which groups should do an impact assegsnifea
group’s flag is set to No, their correspondingwalh NOT show
up as being available.
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Appendix D — ERB (Engineering Review Board) Tab

IEM Service Request System ﬁaﬁ\

Testing | 5R Inta | Emails/Usends | Status Log |
|EM Information ‘ Coordinatar | Exaluatar | Agency BPS I Attachmeris | AlS Suppart | Functional Support ] NDC | Tech Infrastiucturs | Frint Beguest ta File
AR A Status/Comments [unlimited) : =
ol ]|
Change Passwiond
ERB
NASA SIR bMamt & Control
Create SIRMigration
Ea_tegnry Approval Level
| | - EPSS
Uszer's Guide
Crate &pproved E-Mail Level 4 Buality Center
| - | ..
_| J CR Functional Fieq Form

WARMIMG! Thiz iz a US Govemnment computer, This system is for the use of autharized ugers only. By accessing
and using the computer spstem, you are consenting to spstem monitoning, including the monitoring of keystrokes
Unauthorized use of, or access to, this computer spstem may subject vou ko disciplinary action and criminal prosecution.

MASA Privacy Statement

Figure D — ERB
Field Name Description
Category Category 1- Items are of potential high-risk, may affectipels, require

cross-functional or cross-agency analysis, affeetuser population, and/or
have a significant cost/budget impact. This catggequires Level 1 CCB
approval (see below).

Category 2— Items are of medium risk, require limited créssetional or
cross agency analysis, limited effect on the useufation and/or have
minimal or no cost/budget impact. This categogurees Level 2 CCB
approval.

Category 3— Items are of small risk, require no cross-fusrdl or cross-
agency analysis, have little or no effect on ther g®pulation and have no
cost/budget impacts. This category requires L8We@CB approval.
Category 4— Items are of routine maintenance or requirektragcfor
documentation purposes. This category may redu@vel 4 CCB approval.
Approval Level | Indicates the level of CCB reviewdapproval required. Level 4 is for
Competency Center, Level 3 is for Center Busingesd3s Leads (CBPL’s
Level 2 is for the Steering Committee, Level 1ads NASA Deputy
Administrator approval.

Date Approved Date SR was approved by the apprtepd&B level

Email Level 4 Indicates the emails to which CCBuiegd approval is sent
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Appendix E — Attachments Tab

Testing | SR Inta Emailz/zerids Statuz Log |
|EM Infarmation | Conidinatar | Ewaluatar | Agency BFS | ERB 3 | AlS Support ‘ Functional Suppaort ] WO | Tech Infrastructure | Frint Reguest ta File
A Meaminsr Status/Comments [unlimited]

lemi

IEM Service Request System

Add Allachmenu

Change Passwird

Attachments
MNASA SIF Momt & Conteol

File Mame | Max Size | Attach Label | ~

Attachment.,, Create SIRAdigration

Attachment..,

Attachment. .. EPSS

Atacnan, Uzer's Guide

Atkachment. ..

Atachmert... Jualty Center

Attachment.. .

Attachment... & CR Functional Feq Form

—=| Thiz field should reflect the number of changes requested far

Mumber of Changes Requested — this Service Request [nhot the number of attachments).

To Add an Attachment:

1. Click on the “Add Attachment” buttor
2. Browse thiough your file list until pou find

the file to be attached,
3 Double-click on that file.

To Open an Attachment:
1. Diouble-click on the attachment that yo
wish to open

Mate: You must have the required application
inztalled on vour machine to open the fils,

WARMING! Thiz iz a US Govemnment computer, This system is for the use of authorized users only. By accessing

and using the computer spstem, pou are consenting ta spstem monitaring, including the monitaring of kepstrokes.
Unauthorized use of, or access to, this computer system may subject you to disciplinay action and criminal prozecution

NASA Privacy Statement

Figure E - Attachments

Field Name Description

Attachments

Files can be of any type, 1 MB maxfieer10 MB total for all.

Requested

Number of Changes

This is not the number of attachments, but ratherraber that
indicates the number of changes requested by ti@sS&®. For
example, a Master Data request is one requesit, ioaty
contain 1,000 changes. This field would then s@pQ. Max
number is 9999.

Add Attachment button

Click the button to add aaciment.

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix F — AIS Support Tab

Testing

IEM Service Request System ﬁéﬁ\‘
|

SR nto ] E | Status Log

[EM Irformation | Cooidinater | Evabator | &gencyBPS | ERE || Attachme:

Furctional Suppert | NDC | Tech Inastructure | Print Rrequest ta Fils

ER liamaber

Status/Camments [unlimited)

AlS Owner Name

AlS:Ovwner E-Mail Address

Channe Password

MASA 5IR Mamt & Contiol

AlS Support

AlS:Shatuz Create SIF AMigiation

AlS:Impact

A5 Azsignes

~|

A5 Estimated Due Date

ﬂ EPSS

Al5:Estimated Labor Hours AlS:Actual Labor Hours

" Major T Standard © Mone O Test

Search 415 Assighees/Open 5R's |

User's Guide

- |
Buality Center

Search Al5 Assignees/Pending Action | CR Functional Reg Form

WwWAAMIMG! This iz a US Government computer, This system is for the use of authorized users only. By accessing
and uzing the computer sstem, pou are consenting to systern monitaring, including the monitaring of keystrokes.
Unauthorized use of, or access to, this computer system may subject pou to disciplinary action and criminal prosecution.

MNASE Privacy Statement

Figure F — AIS Support

Field Name Description

Owner Name

Name of individual overseeing this group

Owner Email address

Usually a group account soiphelfpeople are notified about

Status

Status as it relates to this group onlyticDp are:
Pending Assessment Lead has not yet assigned to a team
member
Assessment Complete Team has completed initial impact
assessments
Pending Work Assignment— SR has been approved to be work
but not yet assigned to a team member
Assigned to Work— Tasking given to team member, but work h
yet to begin
Work Verification — Work has been completed and is awaiting
verification that all work for completion of the S®complete
Closed—- Work done and no further action required

No Impact — Assessment is done but no work required for this

group.

Impact

This set of choices is a reflection of howcin effort is going to be

required to complete the work. Major indicatesghhevel of

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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effort (LOE); Standard indicates normal workloatbef; Test
indicates that only testing needs to be done lsygloup; None
indicates no impact at all.

Estimated Due Date

Auto-populated date that indg#te latest date provided by
impact assessors.

Estimated Labor Hours

Auto-summed field that intheahe total estimated number of
hours required for this group to complete their kvimr this SR.

Actual Labor Hours

Auto-summed field that indicaties total actual number of hours
required for this group to complete their work flois SR.

Assignee

Select a member of this group from thedivarn to assign tasks t
them. Up to 10 possible assignees can be listed

Assign to Work?

Assignee

It is possible to specify that wegho begin immediately. This is
the default value. You can also specify that a embegins work
after the previous assignee completes their partidris is
beneficial when one analysis has to be completéatdadditional
analysis can take place.

Table Information

Name of member assigned work

Estimated Due Date

Date member estimates theiloparn be complete

Estimated Labor Hours

Hours (or portions of) esteddo be required to complete action
for the SR

Status

Additional Fields —
While Working SR
Work Complete

Indicates the status of the member workiragsessing the SR.

Yes/No field. Select this when wbeing performed is complete

% Complete

If work is not complete, a percentagaevaan be added/edited as
work is getting done.

7

D

Actual Labor Hours

When working the SR (non-assesg)nhours can be placed her¢

D

to record the actual amount of time required tdqver the work.

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix G — Functional Support Tab

IEM Service Request System

Testing | SR Into | Emailz/Uszerids Statuz Log
|EM Infarmation | Cooidinatar | Ealuator | Agency BPS | EREB | Attachments | AlS Suppart I
SR Meminar Statuz/Comments [unlimited]

Functional Support

Functional:Status

| | ~|

Functional Dviner Name Functional Diwner E-tail Address

Functional:E stimated Due Date

Functionalimpact ‘ Functional:E stimated Labar Hours

Functional:&ctual Labior Hours

" Major © Standard © Mone O Test j | |
Functional:Assignes

LJ Search Functional Assignees/0pen SR's | Search Functional Azsignees/Pending Action

SWU Related © Yes EWU Reviewed O ez

:| NDC | Tech Infrastructurs | Frint Request to File

WARMING! Thiz iz a LIS Govemnment computer, This system is for the use af authonzed users only. By accessing
and using the computer system, you are consenting to spstem manitarng, including the monitaring of kepstrokes.
Unauthorized use of, or access to, thiz computer spstern may subject you ko dizciplinary action and criminal prosecution.

MNASA Privacy Statement

e

Change Password

NASA SIF Mot & Conteol
Create SIR Migration
EPSS

Uszer's Guide

Duality Center

CR Functional Fieq Form

Figure G — Functional Support

Field Name Description

Owner Name

Name of individual overseeing this group

Owner Email address

Usually a group account soiptelpeople are notified about

Status

Status as it relates to this group onlyticdp are:
Pending Assessment Lead has not yet assigned to a team
member
Assessment Complete Team has completed initial impact
assessments
Pending Work Assignment— SR has been approved to be work
but not yet assigned to a team member
Assigned to Work— Tasking given to team member, but work h
yet to begin
Work Verification — Work has been completed and is awaiting
verification that all work for completion of the S®complete
Closed- Work done and no further action required
No Impact — Assessment is done but no work required for this

group.

Impact

This set of choices is a reflection of howcin effort is going to be
required to complete the work. Major indicatesghhevel of

effort (LOE); Standard indicates normal workloatbdt; Test

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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indicates that only testing needs to be done lsygloup; None
indicates no impact at all.

Estimated Due Date

Auto-populated date that indg#te latest date provided by
impact assessors.

Estimated Labor Hours

Auto-summed field that intBsahe total estimated number of
hours required for this group to complete their kvior this SR.

Actual Labor Hours

Auto-summed field that indicaties total actual number of hours
required for this group to complete their work flois SR.

Assignee

Select a member of this group from thedivarn to assign tasks tp
them. Up to 10 possible assignees can be listed

Assign to Work?

Assignee

Table Information

It is possible to specify that wegho begin immediately. This is
the default value. You can also specify that a embegins work
after the previous assignee completes their partidris is
beneficial when one analysis has to be completéatdadditional
analysis can take place.

Name of member assigned work

Estimated Due Date

Date member estimates theiloparn be complete

Estimated Labor Hours

Hours (or portions of) esteddo be required to complete actions
for the SR

Status

Additional Fields —
While Working SR
Work Complete

Indicates the status of the member workiragsessing the SR.

Yes/No field. Select this when wbeing performed is complete

% Complete

If work is not complete, a percentagaevaan be added/edited as
work is getting done.

Actual Labor Hours

When working the SR (non-assesg)nhours can be placed her¢
to record the actual amount of time required tdqver the work.

D

CHECK THE MASTER LIST—
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Integrated Enterprise Management Program

Title: Service Request System (SRS) User Guide Document No.:

IEMP-CC-GUIDE-OPS-001

Revision: B

Effective Date: 10/31/2007

Page 38 of §

Appendix H—- NDC Tab

IEM Service Request System

Testing SR Info Emails/Userids |
IEM Information | Coordinatar | Evaluatar | Agency BPS | ERB | Attachrients | AlS Support 1 Functional Suppart
AR Aamiaar Status/Camments [unlimited)

NDC
NDL:Dwner Name

MDC:Dwner E-Mail Address MNDC:Status

tus Log |
j| Tech Infrastructurs ] Erint Bequest ta File

Change Password

NASA SIF Mamt & Contiol

Create SIR Migration

| | -
J EESS
5 MDC:Estimated Due Date MOE:E stimated Labor Hours NDE:Actual Labor Hours
HOC I mpact : _ - Uszer's Guide
 Major © Standard  Mone O Test |
Duality Center
NDC:Aszsignes
ﬂ Search MDC Assignees/Open 57 | Search MDC Azzighees/Pending &ction | LR Functional Fieq Form

WARMING! Thiziz a US Government computer. This systen is for the use of authorized users anly. By accessing
and using the computer system, you aie conzenting to system monitoring, including the monitaring of kepstrokes,
Unauthorized usge of, or access to, this computer spstem may subject you to disciplinary action and criminal prosecution.

NASE Privacy Statement

Figure H — NDC

Field Name Description

Owner Name

Name of individual overseeing this group

Owner Email address

Usually a group account soiptelpeople are notified about

Status

Status as it relates to this group onlyticDp are:
Pending Assessment Lead has not yet assigned to a team men;
Assessment Complete Team has completed initial impact
assessments
Pending Work Assignment— SR has been approved to be worke
but not yet assigned to a team member
Assigned to Work— Tasking given to team member, but work hg
yet to begin
Work Verification — Work has been completed and is awaiting
verification that all work for completion of the S®complete
Closed— Work done and no further action required
No Impact — Assessment is done but no work required for this
group.

Impact

This set of choices is a reflection of howci effort is going to be
required to complete the work. Major indicatesghlevel of effort
(LoE); Standard indicates normal workload effofitest indicates

ber

d,

that only testing needs to be done by this grougneNindicates no

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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impact at all.

Estimated Due Date

Auto-populated date that indg#te latest date provided by impact
assessors.

Estimated Labor Hours

Auto-summed field that intBsahe total estimated number of
hours required for this group to complete their kvior this SR.

Actual Labor Hours

Auto-summed field that indicaties total actual number of hours
required for this group to complete their work flois SR.

Assignee

them. Up to 10 possible assignees can be listed

Select a member of this group from thedivarn to assign tasks ta

Assign to Work?

Assignee

the default value. You can also specify that a embegins work

Table Information

It is possible to specify that wigho begin immediately. This is
after the previous assignee completes their portidris is
beneficial when one analysis has to be completéatdadditional
analysis can take place.

Name of member assigned work

Estimated Due Date

Date member estimates theiloparn be complete

Estimated Labor Hours

for the SR

Hours (or portions of) esteddo be required to complete actions

Status
Additional Fields —

While Working SR
Work Complete

Indicates the status of the member workiragsessing the SR.

Yes/No field. Select this when wbeing performed is complete.

% Complete

work is getting done.

If work is not complete, a percentagaevaan be added/edited as

Actual Labor Hours

When working the SR (non-assesgj)nhours can be placed here|to
record the actual amount of time required to penftre work.

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix | — Tech Infrastructure Tab

e

IEM Service Request System

Testing 5R Inta | Emails/Usends | Stal
|EM Information ‘ Coordinatar | Ewaluatar | figency BPS | ERE | Aittachmerits | AlS Suppart | Functional Support ] NDC Print Reguest ta File
A N Status/Comments [unlimited)
| rree |
Change Password
Technical Infrastructure
NASA SIF Mamt & Cantrol
TechDwner Name Tech:Owner E-Mail Address Tech:Status Create SIRMigration

Tech:mpact

Tech:Azsiones

" Major [ Standard T Mane U Test

Search Tech Assignees/Open 5R's | Search Tech Assighees/Pending &ction |

j EPSS

TechEstimated Due Date

[ -

TechEstimated Labor Hours Techéctual Labor Hours

Uszer's Guide
Buality Center

CR Functional Fieq Form

WARNIMG! Thiz iz a US Govemnment computer, This system is for the use of autharized users only. By accessing
and using the computer system, you are conzenting to sstem monitonng, including the monitoring of keystrokes.
Unauthorized use of, or access to, this computer spstem may subject vou to dizciplinary action and criminal prosecution.

MNASA Privacy Statement

Figure | — Tech Infrastructure

Field Name Description

Owner Name

Name of individual overseeing this group

Owner Email address

Usually a group account soiphelfpeople are notified about

Status

Status as it relates to this group onlyticdp are:
Pending Assessment Lead has not yet assigned to a team
member
Assessment Complete Team has completed initial impact
assessments
Pending Work Assignment— SR has been approved to be work
but not yet assigned to a team member
Assigned to Work— Tasking given to team member, but work h
yet to begin
Work Verification — Work has been completed and is awaiting
verification that all work for completion of the SRcomplete
Closed—- Work done and no further action required

No Impact — Assessment is done but no work required for this

group.

Impact

This set of choices is a reflection of howcin effort is going to be
required to complete the work. Major indicatesghhevel of

effort (LOE); Standard indicates normal workloatbdt; Test

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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indicates that only testing needs to be done lsygloup; None
indicates no impact at all.

Estimated Due Date

Auto-populated date that indg#te latest date provided by
impact assessors.

Estimated Labor Hours

Auto-summed field that intBsahe total estimated number of
hours required for this group to complete their kviar this SR.

Actual Labor Hours

Auto-summed field that indicaties total actual number of hours
required for this group to complete their work flois SR.

Assignee

Select a member of this group from thedivarn to assign tasks tp
them. Up to 10 possible assignees can be listed

Assign to Work?

Assignee

Table Information

It is possible to specify that wegho begin immediately. This is
the default value. You can also specify that a embegins work
after the previous assignee completes their partidris is
beneficial when one analysis has to be completéatdadditional
analysis can take place.

Name of member assigned work

Estimated Due Date

Date member estimates theiloparn be complete

Estimated Labor Hours

Hours (or portions of) esteddo be required to complete actions
for the SR

Status

Additional Fields —
While Working SR
Work Complete

Indicates the status of the member workiragsessing the SR.

Yes/No field. Select this when wbeing performed is complete

% Complete

If work is not complete, a percentagaevaan be added/edited as
work is getting done.

Actual Labor Hours

When working the SR (non-assesg)nhours can be placed her¢
to record the actual amount of time required tdquer the work.

D
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Appendix J — Agency BPS Tab

Testing

JEM Nimbar

IEM Service Request System

| Emails/Usends Status Log

Statuz/Comments [unlimited]

Agency BPS:Owner Mame

Agency BPS:Owner E-Mal Address

o

Agency BPS

Agency BPS:Status

Agency BPS Assignee

| =

Search Agency BPS Assignees/Open SR's

=]

Search Agency BFS Assignees/Pending Action |

WARMING! Thiz iz a LIS Govemnment computer, This system is for the use af authonzed users only. By accessing
and using the computer system, you are consenting to spstem manitarng, including the monitaring of kepstrokes.
Unauthorized use of, or access to, thiz computer spstern may subject you ko dizciplinary action and criminal prosecution.

MNASA Privacy Statement

]] ERE | Attachments | AlS Suppart ‘ FunctionaISupport] NDC | Tech Infrastructurs | Fiint Feguest to File

Change Password

NASA SIF Mot & Conteol
Create SIR Migration
EPSS

User's Guide

Duality Center

CR Functional Fieq Form

Figure J — Agency BPS

Field Name Description

Owner Name

Name of individual overseeing this group

Owner Email address

notified about

Usually a group account soiphelipbeople are

Status

are:

assigned to a team member

initial impact assessments

Status as it relates to this group only. Optio
Pending Assignment- Lead has not yet
Pending Assessment Assigned to member of
OCFO, but has not been assessed.

Assessment Complete Team has completed

Approved — SR approved by OCFO
Disapproved— SR denied by OCFO

Assignee

Assignee

Select a member of this group from the
dropdown to assign tasks to them.

Table Information

Name of member assigned work

Status

assessing the SR.

Indicates the status of the member working

Dr

CHECK THE MASTER LIST—

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix K — Testing Tab

|IEM Service Request System ﬁaﬁ\

|EM Information \ Coordinator | Evalustor | Agency BPS | ERB | Attachments | AlS Suppart I Functional Support | NDC | Tech Infrastiucture ]
| Testing | SR Info | Emails/Userds | Status Log | Print Rrequest to File
A Meratasr Status/Comments [unlimited)
Change Password
Testing

NASA SIR Mamt & Control
Create SIRMigration

Tester 1 Testing:Status

| ~ | =] Epss
Uszer's Guide

Tester 2 Wwiork to be Verified by?

| ﬂ ﬂ Buality Center
CR Functional Bea Form

Tesher 3 TD Test Plan Name/Details

| -] |

T TestPlaninTD  © Unit Test Verified Complete " Funclional Test Verfied Complete  © Fegression Test Update Required

4 C t
Asaient: " Inadequate Testing

WARNIMG! Thiz is a US Govemment computer. This system is far the use of autharized users only. By accessing
and uzing the computer system, You are consenting to system monitonng, including the monitoring of keystrokes.
Unauthorized uge of, or access to, this computer spstem may subject vau to dizciplinary action and criminal prozecution,

MASE Privacy Statsment

Figure K - Testing

Field Name Description

Tester 1 (2 and 3)

Each of these fields has aflisters to be selected.
At this point, you can specify up to three tes{érper
field)

Testing Status

Lists the progress of the testinghfie SR. Possible
values:
Pending Test Assignment Testing ready to be dong
but awaiting assignment
Testing in Process- Testing has been assigned and|is
underway
Testing Complete— Testing has been completed, but
success/failure has not been assessed
Test Failed/Requirement not met- Testing done, bulf
results did not meet requirements for the SR
Test Failed/Requirement change- Testing failed due
to requirements having changed
No Testing Required— Testing was selected as
needed, but it ended up not needing to be done

Work to be Verified by?

Dropdown listing possibésters and verifiers

TD Test Plan Name/Details

The detailed name in Dasictor of the test plan

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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being used to test and validate items in the SR

Test Planin TD

Checkbox to show that a valid pdsh is loaded in
Test Director

Unit Test Verified Complete

Checkbox to show thait testing has been complete

Functional Test Verified Complete

Checkbox to shibat functional testing has been
completed

Regression Test Update Required

Checkbox to irdibait updates to the regression
testing in Test Director are required as a reduhis
SR

Inadequate Testing

Checkbox to indicate that tgstias not sufficient
enough to validate the SR’s requirements, functiyna
and/or regression test

QA Comments

Quality Assurance comments can be auleled

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix L — Emails/User IDs Tab

o—
IEM Service Request System g
4
IEM Information Conidinatar | Ewaluatar | #Agency BPS | ERB. | Attachments | AlS Suppart | Functional Suppart ] WO Tech Infrastructure |
Testing | SR Info Emailz/Userids Status Log ] Erint Request to File

s

A Meaminsr Status/Comments [unlimited]

Lane:

Change Passwird

Email Addresses{Userids for Routing and Access
MNASA SIF Momt & Conteol

iFM Coordinator E-Mail Address Lead Evaluator E-tail Addiess _J Create SIRMiaration

; EPSS
Center Contact E-Mail Address

Evaluated By E-Mail Address

User's Guide

Juality Center
Center Contact Llserid “Werifier E-Mail Address
|
ERE E-Mail Address
|

G4 E-Mail Address

Felease Management E-Mail Address

CR Functional Feq Form

Tester] Email Address

Tester Email Address

Testerd Email Address

mEEm

WARMING! Thiz iz a US Govemnment computer, This system is for the use of authorized users only. By accessing
and using the computer spstem, pou are consenting ta spstem monitaring, including the monitaring of kepstrokes.
Unauthorized use of, or access to, this computer system may subject you to disciplinay action and criminal prozecution

NASA Privacy Statement

Figure L — Emails/User IDs

This tab, not normally visible, lists emails forykesers associated with the SR in question.

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix M — Status Log Tab

IEM Seryice Request System ﬁaﬁ\

|EM Intormation Coardinatar | E valuatar | Agency BPS | ERB | Attachments | AlS Suppart | Functional Suppart | NDC | Tech Infastructure \
Testing | SH Inta | Emails/zends Statuz Log i Print Request to File

SRS At Status/Comments [unlimited)

Change Paseword

Mumber of Status Steps

4 ' MASA SIR Mgt & Contral

Create SIR AMigiation
EPSS

Uzer's Guide

Buality Center

CR Functional Beq Form

WARMNING! This is a US Government computer, This system is for the uze of authonized users only. By accessing
and uzing the computer syztem, you are congenting to spstem monitoning, including the monitoring of kepstrokes.
Unauthorized use of, or access to, this computer spstem may subject pou to disciplinary action and criminal prosecution.

MNASA Privacy Statement

Figure M — Status Log

This tab lists shows a history of the status of3Rethrough out its life, from submission to the
present.

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix N — SR Info Tab

This tab is a point of reference to include

othraiugs in this SR. While their input is not

directly required for the effort in SR resolutidgheir attention may be needed as a result of the

SR.

These actions help ensure all supporting informasoch as OLQR updates, test cases, training

documentation, etc are updated to reflect
system.

any admagarticular SR may introduce into a

|EM Information Coordinatar | Evaluator | AgencyBPS | ERE | Attachments
Testing | 5B Info Il
AR A Status/Comments [unlimited)

IEM Service Request System

e

| AlS Support | Functional Support | NDC
Emails/Userids |

Tech Infrastucturs. |

Status Log

Frirt Request to File

Add

=

CR Information

m et |

[~ Mo &ction Requied

ges |

Change Passwiond

NASA SIR bMamt & Control

Create SIRMigration

EPSE

Uszer's Guide

Buality Center

LR Functional Fieq Form

odule Scigen

“ersion

| E2

Froject &rea Related Object Migration Form

=]

Additional Related Object Migration Forms

| B

WARMIMG! Thiz iz a US Govemnment computer, This system is for

MNASA Privacy Statement

and using the computer spstem, you are consenting to spstem monitoring, including the monitoring of keystrokes
Unauthorized use of, or access to, this computer spstem may subject pou ko disciplinary action and criminal prosecution.

the uze of authorized users only. By accessing

Figure

N — SR Info

Field Name Description

No Action Required

States no additional work isuiegd by other
groups

CR Action Dropdown

A dropdown that allows the useselect from

Each option will send an email to the

a variety of updates shown in the figure belo

W.

responsible groups or individuals so their input
can be added or their actions can be comple

ted.

CR Action List

This will list any actions selectédom the
dropdown above. ALL must be marked as
complete before the SR can be closed.

CHECK THE
VERIFY THAT THIS IS THE

MASTER LIST—
CORRECT VERSION BEFORE USE
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Module Indicates which ‘area’ needs the updating

Screen Indicates which screen in support system
needing to be updated

Version Indicates the version to be updated or what |t

may change to.

Project Area

Primary application being affectediy SR

Related Object Migration Form

Number generated 3MAhen an object
migration is created for transport. Only 1
number should be in this field.

Additional Related Object Migration Forms

Numbeesigrated by MDM when an object
migration is created for transport

"Maon SAP" Migration Required
ABAP Custom Developrment
Architecture Drawing Update
B Custom Developrent
Bankcard Yendor Update
ZMM Yendor Update
Create/Update Contral M Job
DEA Action Reguired

EAI Custom Development
Eal Webtool Update

FARFAC Update

Hardware Maintenance Update
Installation Checklist

Training Documents

Travel Yendor Update

IJse Case Update

iview Cuskom Development

%

Integration Disaster Recavery Documents
Inteqration Reskart/Recovery Documents
Integration Severity Level Documents
Integration Timing Docurents

M3P Update

Mew DevelopmentUse Case Meeded

Mo Integration Doc Updates Needed
DLOR Update

Ping List/Sev Update

Partal Mendaor Update

Post-Migrakion Action Required
Regression Test Lpdate

Security Role

Table Maintenance Required

CR Action Choices

CHECK THE MASTER LIST—
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Appendix O — Impact Overview Tab

This tab is a point of reference to indicate acticequired by the various teams (AIS,
Functional, NDC, Tech Infrastructure). The onbidi that can be edited on this tab is the
Status/Comments field. All others are for refeeennly.

This tab will display once a SR has been sentrfract Assessment.

|EM Infarmation

A Wit

IEM Service Request System

Tech Infrastructure | SR Infa

] Emailz/L zerids | Status Log

Coordinatar ‘ Ewaluatar | ERE Impact Overview | Altachmeants | 215 Support | Functional Support. | MOC

K

Status/Comments [unlimited)

JI SR-000000002417

Impact

@ Print Request

Al Suppart [Functional Support

\_NDC |_Tach Infrastcture

Estimated Due Date

AlS Support [Functional Support

[NDC [Tech Infrastucture

Status

WARNIMNG! Thiz iz a US Government computer. This system

iz for the uze of authorized wsers only. By accessing

and using the computer system, you are consenting to apstem manitoring, including the monitoring of keystrokes.

Unauthorized use of. or access to, this computer systermn may sul

biect vou to disciplinary action and criminal prosecution;

HisSa, Privacy Statement

7 )

Erint Request ta Fils
Beturn to [EMP SLM
Cancel Bequest

Change Password

NASE SIF Maomt & Control
Create SIR Migration
EPS5

Uzer's Guide

Buality Center

CF Functional Feq Form

Figure

O — Impact Overview

Field Name Description

Impact

Lists impacts by teams

Estimated Due Date

Lists dates work is expectdmbtoompleted

Status

SR.

Lists the status for each team affected by th

(1%

CHECK

VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix P — Moving tickets from the Competency Ceter

There are instances when a ticket is dispatchéiet€ompetency Center from outside sources
such as the NISC or another center. When recelvishesearched and handled accordingly.
Sometimes, however, those requests have solutigsgle the scope of the Competency Center.
While they may affect or be related to IEM, theusiain lies with another group.

The IEM Service Request should not be closed, tautllsl instead be labeled as Vendored, and
sent to the appropriate group. To accomplish thlkyw the procedure outlined below.

1. Notify a member of Service Level Management abditket needing to be returned to
the NISC. This can be accomplished via email ousigg the link on the right of the
IEM Information Tab — Return to IEMP PCO.

Return to [ERP 51 %

Figure P1 - Return
2. An explanation should be entered into the diaryt@iomg the following information:

a. Who is requesting it be returned.

b. Who the ‘parent’ request should be routed to.

c. Any information determining what work needs to leefprmed (See figure
below)

Diary E ditor:

Per [EM Technical team, ticket needs to go to LAM team for reconnection of network fibre.

ok, | Cancel |

Figure P2 — Entering SR Return information into theDiary...

3. Copy this information into the resolution field.

Fiesalution
| Fer IEM Technizal team, ticket needs to go to LAM team for reconnection of network fibre. v |

Figure P3 — ... and enter it into the Resolution fiel

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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4. At this point, everything is complete. The SLMrewill then click a Return to NISC
link on the Service Request IEM Information tab.

Return ﬁH to MISE

Figure P4 — Return it

The service request is still open at this point,tba status is changed to Vendored. This will
allow SLM personnel to continue tracking the pragreo help ensure the issue is resolved, even
though work is being performed by an external gntit

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE
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Appendix Q — Agency BPS Approval Process

Within the SR routing, there are certain combinaicequiring Agency Business Process

approval.

When an SR is opened that requires Agency BPS wagiptbe Center Business Process lead
(CBPL) must first approve it to get it into the sym. Once the CBPL approves and confirms
that the center wants what is specified in thet8&y click theSend for Agency BPS Approval
button. When pressed, the SR is set to “PendirendygBPS Approval”

BRI | IEM Service Request System

A Bleamtiar

n'l Coordinator | Evvalughor | ERE 1 Attachments } SR InfD] Emails/Uzerids | Status Lugl

Send for Agency BPS Approval |

Status/Camments [unlimited)

T

|sR-000000002361 [ _@[ﬂ

ion - Shot D

SR Type™ IFM Status™

Print Bequest

|SUBM\TTING FOR ABPS APFROVAL

Description (255 max)*

J |AgencyBPS j |Dpeﬂ

|SUBM\TTING FOR ABPS APPROVAL - FOR DOCUMEMTATION AND SCREENSHOTTING

Application®
J |Eankcard-EF

Submitter Mame [Last. First]*

&7
[ [C L

Resolution Type™

ﬂ J iTrave\-Agency BPS
Submitter Phone™ + Priority/S everity™ " Wendored OnHold  Requested Due Date
256-961-1867 Fill Info Medium j ~ PY05/Pric © YearEnd I5131 F2007

Submitter Center* P08/ Forward Fielease Date

|EHICKSDN, PALLL.

Submitter E-Mail Address™

E

[IFMP CC | o gee acionPan

Related SIF & RelatedVendor # FRelated TT B Closed Date

[

|PAUIL L ERICKSON@MSFC NASA GOV | | |

WARNING! Thiz iz a US Government computer. This spstem is for the use of authorized users only. By accessing
and wzing the computer systam, you are consenting to spstem monitoring. including the monitoring of kepstrokes.
Unacthonzed use of, or access ko, this computer system may subject you ta disciplinary sction and criminal prosecution.

NS4 Privacy Statement

Clem

Frint Request to File
Return to [EMP PCO
Cancel Request

User's Guide

Change Password

NASA SIR Mamt & Contral
Create SIR Migration
OLOR

Buality Center

CR Functional Beq Farm

Figure Q1 - Center BPL will see the screen abovaVhen button is pressed...
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Return to Submitter/Chr Lead

Approve

4| Vefication | SR Info | Emails/Usends | Status Log |

B | IEM Service Bequest System

|EM |nfarmation |Euuldlnalur] Evalualur] Agency BPS] ERB | Allas

HEAE Aeamader Status/Comments [unlimited]

|5R-no0o0on0z361 | Pt R

Transaction - Short Description® SR Type® IFM Status®

|SLIEM\TTING FOR ABPS APPROVAL J | sgency BPS - | | Pending Agency BPS Approval LI
Description [255 max]® Annlicabinn

ISUEM\TTING FOR 4BPS 4PPROVAL - FOR DOCUMENTATION AND SCREENSHOTTING. J Iam"'— ﬂ
Resolution Type*

ﬂ J |TraveI-Agency BPS

Submitter Phone™ + C Mendored O OnHold
| 256-961-1867 Fillnfe | |Medium | ¢ pitsmio © earEnd

£

Requested Due Date*
5/31/2007

Prionty/Severity™

L«

Submitter Center®  PY0&/Fanvard

Submitter Mame [Last, First)®

|ERICKSON, PALILL.

Submitter E-Mail Address™

|IFMP oo

Felated SIR #

T | CenterAction Plan

Felated Vendor #  Related TT #

Release Date

L

Closed Date

|PAUL LERICKSOM@EMSFC NASA GOV

R

‘WaRNING! This is.a US Government computer. This system iz for the use of authorized users only. By accessing
and uzing the computer system, you are consenting ta system maonitaring, including the manitaring of keystrokes.
Unauthonzed uze of, or access o, this computer spstern may subject you to disciplinary action and cominal prosecution.

HASA Privacy Statement

7 )

Beturn to [EMP PCO

Cancel Bequest

User's Guide

Change Password

NASA SIR Magmt & Control
Create S[FR/Migration
OLORA

uality Center

LR Functional Feq Fom

Figure Q2 — ... this screen appears and is ready f&BPS work to be performed.

Now the SR is ready for ABPS assessment. ClictheAgency BPStab.

|EM Infarmation | Coordinatar | Evaluatar | .&gegy BP% | ERE |

itz ] Verificatiun] Sh Infu:.] Emailz/Uzerids | Statuz Log

Figure Q3 — Click the Agency BPS Tab.

Retum to Submitter/Ch Lead

Lpprove

Wenfication | SR Info | Ema\lstseHdsl Status Log |

Disapprove ‘ IEM Service Request System

sJ\ ERB | Allachrents

IEM Inlurmallum‘ EUUrd\naIDr} Evalustor l,a

A Mol
|SF!—DDDDDDDD2BE1

Status/Comments [unlimited)

Print Request

Agency BPS

Agency BPS:Owner Mame
|MEHEDITH, SHELLEY

Agency BPS:0wner E-Mail Address
| SHARON.N MITCHELLEMSFC NASA GOV

Agency BPS:Status
|Pendmg Azsignment ﬂ

Agency BPS:Assign Agzessment?
v | [immediately | Add

Agency BPS:dssignes

Assignes [Status I

Agency BPS:DatedTime Sent for Approval
541742007 7:5212 AM

Agency BPS:Date/Time Approved/Dizapproved Agency BPS: Time [Hours]

WARKING! This is a US Government computer. This system is for the use of authorized users only. By accessing
and using the computer spstem, pou are consenting to sustem manitanng, including the manitaring of keystrokes.
Unautharized use of, or access bo, this computer system may subject vou to disciplinary action and criminal prosecution.

H&SA Privacy Statement

Print Request to File
Returm to IEMP PCO
Cancel Request

User's Guide

Change Password

N&SA SIR Mamt & Control
Create 5B /Migration
OLGR

Quality Center

CR Functional Reg Fom

Figure Q4 — Ready to assign Agency BPS personneldssess.
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Click the dropdown arrow next to Agency BPS Assgtesee the list of assignees from which
to choose.

Agency BPS Assignes Agency BPS: Assign Assessment?

|| |: T = | ad |

Agency BPS:Date/Time Sent far A
B/17/2007 7:52:12 AM

WARMING! This
and using the o
Unauthorized uze o

ALFRED, TERRANCE C,
ANGEL, PATRICIA
ARANBAYEWA, LARRISA

BEZOLD, HEMR
BROOKS, RONALD
BRYANT, SHAROCN

CALHOURN, JUAMAKEE R

CAREY, LYNN
DEMNWIDDIE, MELVIN
DILLOM, FREDERICK
DILLL, DOMra 1,
FERGUSOM, ADRIENME
FERGUSOM, LYDIA M,
HAFNER, JACK E,
HILL, SOMIA

IFMP, BPS
JEFFERSCM, DAPHMNE
KONG, HUIC,
KUBACET, MELAIC
LAGRECA, 10
LAMGEYIM, PETER
LEE, BERTHA K.
MARMELL, SOPHIA
MCINTOSH, CHARLES &,
MEREDITH, SHELLEY
MIELKE, DANID
MURRAY, BARBARA
OFALLON, JOHM O,

BEALIDOIN, LEDETRIA T.

QICFG, BUSIMESS
QCFO, DATA ANALYSIS
QCFO, FUNDS CONTROL_DISTRO
QCFO, PROPERTY BRANCH
QCFO, REPORTING
QiU ELLIS

PARKER, GERALD L.
FETERS, ERIC

PRLUIT, DAPHINE
QUARLES, THERESA
SAGER, MAREK
SCHALLAMD, CYMTHIA
SHERIDAM, MARGO
SIEBERM, GEQORGE H.
SLALGH, ELAIME
SMIELL, AMGELA
SOUFFRAIN, FELTX L.
TATE, LOMMIE
THOMAS, DAMNDREA ¥,
UPSHUR, LEE AMMNE
WHITE, COLIRTMEY
WILLIAMS, CHARLENE
WIRSING, MARY ELLEN

Figure Q5 — Select from the dropdown...

Click the Add button to formally assign the assessim Select the person/team to which the
assessment shall be assigned and the name withiajopine Assignee box. More than one
member or group may be assigned to perform assessiuites.
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Retum to Submitter/Ctr Lead

Approve

R ‘ IEM Service Request System

A amhar

|EM Infurmal\unl Coordifatar ‘ Evaluator Agency BRS 1 ERE | Attachments ] Ver\hcalmn] SH Inful Emalls.v‘Usendsl Statug Lugl

Statuz/Commentz {unlimited)

|ERVDDDDDDDD2351

Agency BPS:Dwner Hame

Print Request

Agency BPS

Agency BPS: Dwner E-Mail Address Agency BPS: Stalus

|MEHEDITH, SHELLEY

‘SHAHDN N.MITCHELLEMSFC.NASA GOV

_J |F’end\ng Aszighment LJ

Agency BPS:Assignee Agency BPS:Assign Assessment?
|BEAUDOIN, LEDETRIAT] | [Immediately x| add
Assigriee [Status ]

Agency BPS:Dated/Time Sent for &pproval

Agency BPS:Date/Time Approved/Disapproved Agency BPS: Time [H nurs_]_

l 5742007 75212 AM

WARNIMG! Thisis a IS Government computer. This system is for the use of authioized ugers only, By accessing
and using the: computer system, you are consenting to system monitaring, including the monitoring of keystrokes
Unauthorized uge of, or access ko, this computer spstern may subject you to disciplinany action and crimingl prosecutiat

NASA Privacy Statement

Clem

Piint Request to File
Beturn to [EMP PCO
Cancel Request

Users Guide

Change Password

NASA SR Mamt & Contral
Create SIR /Miaration
OLOR

Guality Center

LR Functional eq Fom

Figure Q6 — Assignee

The assignee(s) will be notified that an Agency BiBSessment is awaiting their input.

AR System User - Note

BEAUDOIN, LEDETRIA T, will be notified to complete dgency BEPS
1 azzezzment, [GRMOTE 10000]

@

Figure Q7 — Notification

When the user(s) complete(s) their assessmentg@hwnay include using attachments (see
Appendix E for information on Attachments), theylwse the Agency BPS tab and mark their
assessment as complete, as shown below.
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Fletuir to Submitter/Ct Lead IEM Service Request System @
[EM Information | Caordinator | Evalustor Agency BPS | ERE | Allachients | Verfication | SR Infa | EmaisAlserids | Status Log | g—-—
Frirt Request to Fil
HEM Aeambisr Status/Comments [unlimited)
}SF\—UUUUUUDUESH ‘ add assessment information here to help lead make decision to approve/deny @ Print Request Feturn to IEMP PCO
Cancel Request
Agency BFS
User's Guide
Agency BPS:Dwner Name: Agency BPS:Dwner E-Mail Address Agency BPS:Status Change Password
|MEHEDITH, SHELLEY SHAROM. N MITCHELLGMSFC NASA GOV J 1PendimgAssessmemt ﬂ
N N&SA SIR Mamt & Control
Agency BPS Assignes Agency BPS Assign Assessment? Lreate 51RMidrstion
- | |Immediate\y ﬂ Add | Femowe | Change Assignee | Clear Changes | Save Changes ‘ oLoR
Assignes I 1t O Status I ity Cent
BEALDOIN, LEDETAIA T, él_—tges TFendng Assesament S
CH Functional Req Farm
Agency BPS:Date/Time Sent for Approval Agency BPS:Date/Time dpproved/Disapproved Agency BPS: Time: [Hnurs_]_
[5m72007 76212 40 [

WARNIMG! Thiz iz a US Government computer. This system is far the use of authorized users only. By accessing
ahd using the computer system, you are consenting o system monitoring. including the monitaring of keystrokes.
Unauthorized use of, or access bo, this computer spstem may subject pou to disciplinary action and criminal prosecution.

M54 Privacy Statement

Figure Q8 — Marking Assessment Complete

The assessor shall click tBave Changes button to indicate that the completed assessrment i
ready to be approved. In the figure below, theeSzhanges is about to be pressed.

Fatum to Submitter/Ctr Lead IEM Service Request Sys‘[em @

it | Werfication | S Info | Emails/Userids | Status Log |

IEM Infoimation | Caordiiator | Evalister | Agencp BES | ERE | A

Biint Request ta Fils

SR Aeamber Status/Comments [unlimited]
!SH-UUUDUDUUBEW add assessment information here to help lead make decision to approve/deny Pt Request ‘ Return to IEMP PCO
Cancel Request
Agency BPS
User's Guide
Agency BPS: Owner Mamne Agency BPS: Dwner E-Mail Address Agency BPS: Status Channe Password
|MEREDITH. SHELLEY | SHARON.N.MITCHELL@MSFC. NASA GOV J |Pending Assessment ﬂ
| NA&SA IR Mamt & Control
Agency BPS:Assignee Agency BPS:Assign Aseessment? Create SIR Migration
| ﬂ | Immediately j Add | Remowe ‘ Change Assignee | Clear Changes | Save CEanges oLoR

Guality Center

UDOIN, LEDETRIA T,

CR Functional Feq Form

Agency BPS:Date/Time Sent for Approval Agency BPS:Date/Time Appraved/Disappraved Agency BPS: Time [Hours]
|517/2007 7.5212 8M

WARMING! Thiz iz a US Government computer, This system is far the use of autharized users only. By accessing
and uging the computer system, you are consenting to system monitaring, including the monitoring of keystrokes.
Unauthorized use of, or access to, this computer spstem may subject you to disciplinary action and criminal prosecution.

N&SA Privacy Statemert

Figure Q9 — Saving changes to Assessment

Once all assessment assignees have marked thessasent complete and saved the changes the
SR is ready to be dispositioned. The Agency BP&eentative who makes the decision has
three (3) choices:
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Return to Submitter/Center Lead — this may be used to request additional clatitice

without disapproving the request

2. Disapprove— Denying the SR is to be performed.

3. Approve — This will send the SR along to the Competencyt&efor

development/testing/implementation, etc.

Return to Submitter/Cir Lead Dizapprove | |EM Service Requegt Sygtem

A At Statuz/Comments [unlimited]

Approve

[EM Information | Condinator | Evaluator Ageney 875 | ERE | Attachient: | Veification | SR Infa | Emails/Userids | Status Log |

|SH-I]EII]EII]I][II]2351
Agency BPS

Agency BPS: Dwner Mame Agency BPS:Dwner E-Mall Address

@ Print Request

Agency BPS:Status

MEREDITH, SHELLEY SHAROM.N MITCHELL@MSFC NASA GOV

J !Assessmenl Complete ﬂ

ks

|_Slalus
Lhgsessment Complete

Aszignes
BEAUDDIN, LEDETRIA T.

Agency BPS:Date/Time Sent for Approval Agency BPS:Date/Time Approved/Disappioved

|5.r‘1 TA2007 75212 AM

Agency BPS. Time [Huuls]_

NASA Privacy Statement

WARMIMG! This is a US Government computer. This swstem is for the use of authorized users only, By accessing
and uging the computer system, you are consenting to system monitoring, including the monitoring of keystokes
Unauthorized uze of, ar access to, this computer system may subject you to disciplinary action and criminal prozecution;

Print Fieguest to File

Beturr to [EMP PCO

Lancel Bequest

User's Guids

Change Password

NASA SIR Mamt & Control
Create SIRMigration
OLGR

Quality Center

CR Functional Beg Fom

Figure Q10 — Assessment Complete, ready for finaispositioning from Agency BPS

In the figure below, the SR is being approved.
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Fieturn to Submitter/Chr Lead | Digapprove | IEM Service Request Sys’rem Apprave
IEM Informat\oml anld\natorl Evaluator  Agency BPS 1 ERE ] Altachmetits | Venhcatlon| SR Info| Emallsf’Usends] Status Lug]
Print Request to File
HEA Kler Status/Comments [unlimitzd] .
| 5A-000000002361 [ ] Pt Retumn ta [EMP PCO
Cancel Reauest
Agency BPS
User's Guide
Agency BPS: Owner Mame Agency BPS: Dwner E-Mail Address Agency BPS:Status Change Password
MEREDITH. SHELLEY SHARON.N.MITCHELL@MSFC NASA GOV J IAssessment Complete ﬂ
Ma5A 51H Mamt & Control
Create SIRMiaration
OLGR
Assignee [Status ity Cent
BEAUDOIN, LEDETRIAT. “ssessment Complete Dhuslty Lerle
CR Functionsl Feg Form
Agency BPS:DatedTime Sent far Approval Agency BPS:DatedTime Approved/Disapproved Agency BPS Time [Hours]_
|5r"1 T42007 75212 AM

WWARNINGE This is a US Govemment computer. This system iz for the use of suthorized users only, By accessing
and using the: computer spstem, you are conzenting Lo systerm moritoring, including the monitoring of keystrokes.
Unauthorized Lse of, or access to, this computer spstem may subject you to dizciplinary action and criminal prosecution.

MASE Privacy Statement

Figure Q11 — Ready to Approve

Once an SR has been approved by the Agency BRSgrdy to be evaluated by the
Competency Center for further development, testangl, implementation. No further action for
this SR is required by the Agency BPS.

I

AR System User - Note

< This request haz approved by Agency BPS. Setting statuz to Evaluatar
\y Azzezsment. [ARNOTE 10000)

Figure Q12 — Ready for Competency Center work

CHECK THE MASTER LIST—
VERIFY THAT THIS IS THE CORRECT VERSION BEFORE USE



Integrated Enterprise Management Program

Title: Service Request System (SRS) User Guide Document No.: IEMP-CC-GUIDE-OPS-001 Revision: B
Effective Date: 10/31/2007 Page 59 of 40

Appendix R — Customizing User/Server

Adding the user and server information containethis section is NOT required. At any time
while logging in to Remedy, you have the optiom@anually typing in your user ID and the
server to which you would like to connect.

This section is meant as a means for customizing Remedy setup on your desktop only, to
make accessing multiple servers easier.

Adding a User

1. SelectTools/Account. The Account dialog box appears.

Account - harbiem 7] %]

o Mo preference server selected

| Server [ TCP | RPC |
X msfednis
" msfodol4
X msbrava2
" msbravo3

add || i || oeeE |

[V Advanced Server Properties

Users. | Cancel |

Figure R1 — Account Window

2. Click theUsersbutton.

3. Inthe Users listclick theAdd button.

4. Type the user ID (account name) of the user you waatltbanctlick OK. The new user
appears in the list of users.

5. The new user is automatically assigned the defsRISystem Home folder. You will need
to change this folder if it is not correct for yaetup.

6. The user is also connected to the servers thatedirged for the Default User. You can
change this list for the new user.

7. Click OK twice to close the Account window.

8. You must log in again to enable the new user tatluseool. To do thisSelect ToolsLogin.

9. The Login dialog box appears (Figure 3).
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Login - BMC Remedy User @E|
\ - v
e > <bmesoftware
User Mame: [ynurllserlD | Accounts..
Password: | ******** Optianz »»
Cancel

Figure R2 — Login Window

10. Type yourUser Name andPassword. Please note: you should not ergaything in the
fields markedPreference ServerandAuthentication.
11.Click OK.

Adding a Server

If you are a user of the development server as ageilhe production system, you may need to
add a server definition for MSBRAVO3 (Please nbt &ll users who share your AR System
Home folder will also have access to this servégllow the steps below to perform this.

1. SelectTools/Account. The Account dialog box appears. See figure 2.

2. Click theAdd button to add new server.

3. Type the new server name apcess[Enter]. The server name must be a known nameen th
network. Example: msbravo3.

4. To connect the server with the Remedy User or Rgrdelt tools, ensure that a green
check mark is visible next to the server name.

5. A green check mark indicates the server connegtiinRemedy tools. A red x mark
indicates the connection with Remedy tools failed.

6. Click OK.

7. You must re-login to activate the changes. To @& SelectTools/lLogin. The Login dialog
box appears. See figure 3.

8. Type your User Name andPassword.

9. Click OK.
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